
How social changed everything 



# 1 Most engaged brand online 
Altimeter Report 2009 



# 1 brand on Facebook 



Most tweeted brand on Twitter 



Millions of engaged loyalty members 





“The key here is we are connecting directly with our loyal customers who will 
be driving our future growth” 

- Howard Schultz underscoring Starbucks social media successes 



Chris Bruzzo 
Vice President, Brand, Content & Online 

Building Meaningful Customer 
Engagement the Starbucks Way 



The conversation is happening 



Thoughtful commitment  
from many levels 



We found our  
moment 



Deputize thoughtfully 



Train them well 



NOT 
PARTICIPATING 

Not 80/20, more like 98/2! 



Share your real-world constraints 



Fight the lull! 



Internet = fast 
Human organizations = slow 



# 1 brand on Facebook 



It’s about relationships, 
    not marketing 



Social fits within a larger 
      digital strategy 



Make it clear where to start 



Look around the corners 



Talk like a human…OR 



Be authentic 



Build a coalition 



Your fans are your soldiers, arm them well  



Tip:

 If it doesn’t matter on twitter   
    it doesn’t matter 



  The Four responses: 
Amplify 

Context-ify 
Change 
Ignore 



An economic meltdown is a 
terrible thing to waste 



Don’t outsource your voice 



12  Ask for forgiveness, 
    not for permission  



 This isn’t over in a day 



Questions 


